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39 General Fleﬁuirements-

A Sprint. | |

| |
s Sprint. Weny Saletions” ! !

‘3.1.1  The conractor shall prowde a s:aremde Tefcmmmumcnuan Relay |

Service (TRS) for the Public Service Commission nnd/or CapTeI Service, on
an as needed, if needed basis in accordance with the mquu'emcnrs and
provisions stated herein.

Sprint has read, understands and will co!mp]y.

Sprintis the nanon’s leader in providing ‘Telecommunications Relay Serviees
(YRS in terms of total contracts and calls handled. \pnnl cm‘rt.ntly operates
11°IRS and 3 VRS call processing ccntc_rq that providefrelay services for 28
States, Puerto Rico, the Federal Relay Sérvice and thzu comm;rc:a] accounts
for 2 total of 33 TRS contracts. bpnnr processed more than 26 million calls,
resulting i 131 million conversabon munutes. With morc/than 12 years of
TRS call processing, Sprint is 2 proven, profc:monal SCIVICe prov 1der who
has successfully accomplished all of the following: l

- IRS provider since 1990 ‘
FCC-Certified "IRS provider (first in 1993 and again in 1998)
Vacihty-based 'I'RS provider, up:.raung 11 'I'RS call centers

. lnduhtry leader in new praduct innovations
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a General Requirements:

3.1.1  The contractor shall provide a sfatewide Telecommunication Relay
Service (TRS) for the Public Service Coinmission and/ar CapTcl Service, on
an as needed, if needed basis in accordance with the quirmmems and
provisions stuted herein.

Sprmt has read, understands and will ccv!mply.

Sprintis the nation’s leader in providing Telecommunications Relay Services
(I'RS) in terms of total contracts and calls handled. \prmt currently operates
11°IRS and 3 VRS call processing ccnt(.rﬁ‘ that provide n.lay serviees for 28
Staces, Pucrto Rico, the Federal Relay Service and thru. cornmr.rcxal accounts-
for a tmal of 33 'I'RS contracts. bpnnt processed more ll:han 26 mullion calls,
resulung in 131 million conversanon miputes. With moreithan 12 years of
TRS call processing, Sprint is a proven, pm&:.s.:onal scrvice provider who
has succu-.sfull) accomplished all of the following: l

TRS prn\ wder since 1990 l
v [CC-Cernfied 'IRS provider {first in 1993 and agmn in 1998)
»  Faality-based 'I'RS provider, up«_ral:mg 11 'T'RS call centers

. Industry leader in new product innévations
+ Actve participant i the industey (I3 $CC, NECA, N, ASRA)

+ Tcam compnsed of deaf and hard ¢f heanng mdmdluals

+  Ihighest demonstrated level of quahty service in the mduar

» Industry leader in offering CapTel'V' — providing 81 ap Tel™ T'rials

Sprintentered the TRS market in 1990, providing crvicc:,l for the State of
T'exas through one call center in Auson,jFexas. Sprint ha~ grown 1o be the
largest TRS and VRS provider in the wotld, yet the hLart of the Spnnt
product is not sizc, bul the care and understanding we Hate for our users.

3.1.2 The contractor must be a certificated Missouri :Idecommumcauans
company and must have a tariff for the TRS filed with zfrd approved by the
Mizsouri Public Service Commission (MoPSC) upon implementation of the
TRS. '

Sprnt has read, understands and will comply.

Spunt'’s price, as provided m Fxhibit A th‘L[O 1 submitted as a stand-alone
offcr apphcable only to the rcquucmc.ma of RI'I> No. B'Z/()?;Ol') The

+

@ This document is printed on recycled paper..

|
|
3. TECHNICAL AND PERFORMANCE 'REQUIREMENTS:
l
|
I

—

Section 3 -1




=2 Sprint.

One Sprint Many Soltem.”

proposed price to provide TRS for the State of Missouri does not include, in
whole or in part, tanff pricing.

3.1.3 The conwractor shall provide 2 TRS with state of the art technology,
which will provide the most beneficial and cost effective methods to
implement the TRS. Additionally, the contractor shall mske use of a
Customer Profile Database that will assist the CA in relaying conversations as
quickly as possible. '

Sprint has read, understands and will comply.

Sprint will provide the most beneficial and cost effective Relay service for
Missoun.

Spont’s misston ts to exceed our customer’s expectations through superior
quality, advanced technology and cxcellent customer service. Sprint has
camcd the reputation of keading the industry in producing and launching new
TRS technology and product enhancements.

Sprnt launched the first TRS Customer Preference Database for the state of
T'exas in 1995, Items such as types of call, billing information, speed dialing,
slow typing, carrier of choice, as well as emergency numbers, blocked
outbound numbcrs, language type (English, Spanish, AS1.) and call notes arc
included in the customer profile. This information s activated automatcally
or at the option of the caller and appears on the CA’s sereen. Users are able
to updatc ther Customer Prefercnce Database while on-line with a Sprint
CA or if they prefer, they may be transferred to a Sprint’s Customer Service
representatve, with LY capability. Customers also have the option of
contacting Spnint Customer Seevice directly by mail or phone. A sample of
the Sprint customer database form is provided in Figure 3-1.

Sprint will continue to provide this feature, along with all of the Sprint
Standard Features listed in Appendix F.

@ This document is printed on recycled paper.
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Retay Customer Databass Profile
Last Name:; | Smeh

First Name and Middis nitlal: Jon X

Aren Code and Phons Number: | 123-4587890

: Streol  Address: 123 Myin Street

| Cly, Sigte Zp. | Ammners. USA 12045

Long Oistance Profie:
ntraiata (%] spert {7 avat] [ e ;
Inenata (5 seim | avar] |03 mc ,
Pretorred Billing Method: (7] Pai O canedt

1 mreea Pany: | @ Phone Number: | !
. [X} Catiing Card: | D Calling Card Narma: Sprint FON Card
2 Calling Card Number 903-980-2633- 1234

Qutdial Restrictions: :
[ Long istarce catts | (] wremationss | [ (7] irectory Assistince 1
[ operstor Asssstancs  {[ ]850 #
Phone Numbers Profie:
Fraquently (ialed Numbers Emergency Mufrbars
Nemo Phone Numbsr Name | Phone Number
1 | MOM 123-456-7890 i) Pobca 123-455-7990
2 |DAD 1234567890 21 | Fiva Dapr. 1294567890
3 |DocToR 123-456-7890 3t | Ambuterce 123-456-7890
[« Tscroor 123-456.7890 4
s | woRK 123456-7890 5| .
& _ Biocked Numbers
7 &l Block 1: {
8 Call Alocy 2: I
i [) Call Block 3 [
10 Call Block 4: ]
Note: Lirnit 9 characlers per name £-oft Block 5:
L : :
| AmworTyps:  [X]TTY _ [jvoce |[Jvco | ||[JHco
% ‘ ASCIF300 [ ]lASCH-1200 1] ascirzs0
ﬁ Langusge Type: X] Englisn Ispanish 1] ASL
} Customer Notes: | 1. Amaunce by "This is John Smith calling you I | Relay Nams |
‘ 2. Ofton use Conlarance Galls |
; Mole Lmt M characien par note 3. Sernetimas (7] vca '
|
|
|

|
| l
! :
| -
] .
Figure 3-1. “Customolr Database Form*

Many of the Sprnt “firsts’ listed below were accomplishedwith the support
and cooperation of our Sprint states andirelay end users

- 24-hour, 7-day Customer Scrvice .
+ 900/800 Pay Per Call Services

@ This documen is printed on recycled paper. — Section -3

4 53
N
(@




== Sprint.

Una Sprint. Masy Sotutionn” F

+« Access to 900 Numbers

» Automated Billing with Deraled Reporting
»  Automauc Error Correction

+ Automnatic Number ldentsfication Database
+ Branding of VCO/HCO Call Types

+ Carrier of Choice Functionality

« Customur Branding

» Customer Database profiles

»  leror Correcton (Spell Check)

+ Turbo™

+ Heanng Carryover linhancements

« ldcntfication of Background Noises

= ldentification of Customer and CA Gender
+ Intelligent Computerized CA Workstations
« Regional B0O/888/877/866/855

« Scroll Back for ASCIT and FICO Users

+ Spanish-to-Spanish and Spanish-to-Einglish translation
+ Speech-to;Speech

¢« Speech-to-Text 1'nal

« VCO Gared Calls/Centers

+ Video Relay Service

+ Voice Call progression

« Voice Carryover nhancemnents (No Typing)
+ Captel™ Relay Service

At Spant, we believe that the relay of yesterday will not be the relay of
tomorrow. As emerging technologies are developed, greater functional
equivalency is created.

3.1.4 The TRS shall be operational and ready for implementadion not later
than July 1, 2003.

Sprnnt has read, understands and will comply.

Sprint will be operational and ready to implement all aspects of the TRS
contract on July 1, 2003. Sprint will be prepared to implement the
Cap'l'cd™ contract on July 1, 2003, or foliowing the Capl'el™ trial in
Missoun.
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3.2 TRS Personnel Staffing Requ:rements

3.2.1 The contractor shall provide a M-ume pouuon l‘br and shatl employ
an individual with knewledge of and ﬁmubamy with the deaf and hard of
hearing and speech-impaired community to serve as Rela_y Account Manager
for the state of Missouri only. Such mdmdua! will be abbga.red' tobea
member of the Advisory Committee as cstzbbshcd by the‘ MoPSC.

Sprint has read, undersiands and will comply.

Sprnt designed the TRS Account Management posion o provide outreach
and dedicared local support to all of the communitics sérved by Sprint Relay.
Spnnt currently employeés 30 deaf and hard of hearing|Account Managers

Spnnt is proud of the relationship we have bult with the MoPSC and the
Relay Missoun Advisory Committee. I-o1r more than a decade, Spont has
[t
been at the furefront of providing serviee, education, outteach and
sponsorship n the deaf, hard of heaning and speech dxaabh.d communitics
throughout Missoun. From St Louis to l\ans:n. Ciity, _lc"frfrson City, [Fulton,
Columbua, St. Joseph, Joplin, \pnngﬁdd Cape Chrardeau-and all over the
state, Spant has been there providing outreach, working with consumers of
Relay Missoun and providing cducation |
I
Sprint will exceed this expectation by providing two Account Managers.
dedicated to mecting the needs and dcsniu: of both th{, Stdic and the people

who use our service. ;
]

For 7 of the last 11 years, Matthew Gwyr ]nn (Mau) has bccn cmplow.d as the
Account Manager for Relay Missour. Matr has been with ‘sprmt since 1992,
Since 1996, Matt’s sole responsibility ha~. been to the state of Missouri as the
Account Manager dedicated to provndmg outrcach, awafeness and cducation
regarding Relay Missount and the seeviees offered through) Sprint. Matt has
coordinated numerous cvents thmughout the State of Missoun and will
continue to do so under the dircetion of 'the Relay M:ssgzoufn Adwvisory
Committee and the Mol’SC. Matt has been deaf since barth and is a native
user of American Sign Language (ASL). Matt 1s a skilled communicacor,
uttlhzing various communication tools to|promote effective communication.
Because of his long tenure with Sprint, ¢ \4att is well-know to people and
organzatons located throughout the st:m ‘l

‘The second Relay Missoun Account Managcr position wtll be based 1n St
Louis and will also artend all Relay .'\dwfory Commmu.' and MoDSC staff
munng:, ‘The two Reday Missoun Account Managers will vork together to
maximize outeeach efforts and PrOMOLE awarencss amongst the general
pupulation within Missoun. Please review [ '(hlbll D for 4 nddxncmal Jerails on
Account Manager responsibilites.

|
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3.2.2 The contractor shall include adequate staffing to provide callers with
efficient access under projected vofumes so that 85%: of all cails will be
answered within 1) seconds on a daily basis.

Spont has read, understands and will comply.

Spoint will mect the ASA requirement of answering B5% of all calls within 10
seconds on a daily basis by a live CA.

Sprint has a long history of exceeding the ASA requirement of answerning
85% of all calls within 10 seconds on a daly basis by a hve CA. Through that
experience, Sprint has developed the capability to effectively manage a
human resource pool that provides unsurpassed quality. Sprint has grown
IRS Opcrations capability to handle approximately 26 million calls per year.
Sprint has gained valuable expenence in sizang its TRS Operations to
accommaodate contract requirements and will provide the capability to handle
Missoun traffic while maintaining an exccllent standard of scrvice. Historical
call detail has been gathered in 15-minute increments throughout the years of
providing ‘TRS. This historical information is combined with Missoun-
specific data to establish anncipared call patreens that accurarcly predict
personnel needs necessary to cfficiently process relay calls for Missouri.

Sprint’s Traffic Management Control Center (I'MCC) and Finhanced Services
Operations Control Center (1E80OCC) are staffed with professionals who
understand  call processes, call volumes, distribution patterns, contract
requirernents and call rounng, thus ensunng exemplary seevice.  Historically,

as shown in Igure 3-2, Sprint has excceded customer cxpectatons by

providing seevice levels unequaled in the industry. ' i
1

2002 Relay Missouri
Sprint Service Level

—— Missouri Service
Leve!

e FCC Required
Service Level

& 8 o S
g8

# 3z 5 8

5 5 3

2 3

Figure 3-2. Sprint 2002 Service Levels
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3.23 Communication Asgigtant (CA):

Spont is proud to have the most expenenced CA team|in the industry. Relay
15 an increasingly complex process. Ovér the last decade, ! hprmt has
implemented over XX enhancements td TRS. With 24 scparatc call types
and 50 call proccssmg vanations to the rclny process, cmpioyees benefit from

" years of exputience to build on the bastc skill set of typmg cverything that s

heard while facilitating communication bctwc.cn both pa.rncs transparently.

Relay Missour is provided by the most prcncnccd CA t!eam in the ndustry.
Relay Missoun users are pleased with thir Sprint Rclzl)rI sérvlccs This is
indicated by an average of 135 Customer Commenda‘nons received
annually from users across the state. IPlcasc see samples of community
letters of support provided in Appendis{H. |

a The conrractor shail have or shall develop, at least forty-five (45) days
Pprior o implementation of the TRS, m'mual or pmccdu}ts and standards
relating ro CAs which reflects the preﬁ:n:nm and needn af' users of the
service. It is anticipated that most of zhese procedures ; and’ standards will nor
significantly affect any contractor’s cost bor. employing (.TAf, as it is expected
shat any relay system provider would commonly develop such 2 manual as a
matter of standard business practice.

Sprint has read, understands and will comply.

Spnint stresses the importance of all rc]ay polices and proccdures to CAs at

the interview/sclection process and confinuing through 1r%mal and ongoing
training.

‘The Relay Missouri CA Policy and Procedures manual is currently being
utiized and availzble for the state to review. An outling o:f these expectations
is provided in Tabl: 3-1 Spnnt Policies and Procedures| This outhine includes
confidentiality, cmergency and crisis: calls funcoons and r'olcs of a relay
Communications Assistant and much more.

All Communications Assistants and Supemson. arc trained in the topics
covered by the Spnnt Pokeies and Proccdurcs Manual. T'hcy are required to
comply with all of the policics and procodun.s and t'a.nlux'-e 10 do so s
considered a work performance problcm Ifa perfurrmncc problem is
identified, including any failure 1o follow! the Sprint Pohcy, and Procedure
Manual, the supervisor will address the problcm with the Communication
Assistant in accordance with Sprint’s pmgrcsswc correctwc action program
called "Guiding Performance”. Most work pofOlTﬂZﬂCCl prob]ems can be
satisfactonly addressed through 2 “coachang" discussmn‘ conductcd by the
supervisor, however, if the work performance problem ts deemed too
serious, it may addresscd with formal corrective action StCps, up to and
mcludmg nvoluntary discharge of the crr;iployec i

@ This document is printed on recycled paper,l

Section 3-7




=3 Sprint.

Cne Sprist. Alsay Scistem

Table 3-1. Relay.CA Policy and Procedures Manus) Outline

A Objectives

Your Rolg

Confidentfality

Destinations of Traffic

Differences-Call Processing Between Stalas

B. Billing Mathods

Paid

FONCARD
LEC Card
Optional
MasterCard
Third-Party
Collact
Locat Ovearride
C. Basic Call Steps that are Basic to Every Loca! Call
Procedures Steps that are Basic to Evary Long Distance Call
D. Local Call Local Call Daseription
Procedures Vaica 1o TOD Call Processing steps
TLD to Voice Call Procassing Steps
E. Toli-Free Call Toll-Frea Cali Description
Procedures

F. Prid Call Procedures

Paid Call Dascription
Voice to TDD Call Procassing Steps
TDD to Voice Calt Processing Steps

G. Card Call FONCARD Call Dascription
Procedures LEC Card Calt Description

Optionat Card Desgription

Major Credit Cara Call Deseription

Vaoice to TDD Call Processing Steps

: TOO 1o Voice Call Processing Steps

H. Third Party Call Third-Party Call Description
Procadures Voica lo TDD Cafl Processing Steps

TOD 10 Voica Call Processing Step
L Codlect Call Collect Call Description
Procedures Voice to TDD Call Processing Steps

- TDD to Voica Cell Processing staps

J. Specia) Call Heandling
Procedures

Answering and Audiotext interaction Machinas
Veica Carry Qver

Voica Answer machine

Voica Carry Over

@ This document is printad on recycled paper.
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|
K. Variations Busy Lina Varification Changmg Chs
Busy Signal Charges Refused - 800
Static or Poor Gonnection Number Refarral
No Answer | Hard af Hearing person
Customar Reques! |using Standard Phone
Company Information Call Backs for TDDs
Request for Information on Di| rectory Agsislance
CA’s Screen Mumple Calls

Speech Impalrad -y

Handling Interruptions

Pacing the Yoice Customer
Profanity Dmmeo
Towards CAs

Request for Spacrﬁc CAs

CA Knows Customer

Suicide ,

Cases ot Abuse (Child, *
Eldarly, Spoute)

litlegat Calls

Sensitive topics

Switchboards

Young Children'

Typing Background Noises

ASCI Leaving aMessape
on a Voice TDD (Voice
Answearer) Call

Rapeating Information and
Making Tona |
Judgemants .

Voice Person Talking in
Third Person

Call Waiting Suspected
Feature

Conlerence Calls

Thres-Way Callmg

inbound Customar
Requesls the Calling
From Numbar

lnbound Reguests Relay
|nurnber

Hsdoﬁmng the CA's Role

Restnaed Calls

<ALT> <A> Voice to
Computer

Unbﬂtable Calls Customer
Requests 1o Call Relay
Sanﬂee

<CTF\L> <R> Radial

CGC Branding

Regaona! 800

Two Calling from
Numbers

LEC Servwe Office
Aocesa:

Double Letters

Modlfylng Cpening
Greeting

Holdmg for Inbound
Customer Prior 10
Ou:dual

Hequest for CA 1o Gat
Messaga Off TDD
Voice Answaring
Machme

Hard of Hearing Parson
Answers TDO Line

Ftequast for Alternate
language

TDD Mser Typing in
Paremhasas

Froduct Information

800 10 Number Changes
1o 900 Servica

b As a minimum, the following CA seandards shall blc established:

I the CA shall be erained 0 relay the cc_lmrcms of the c::lf,ns accurately as
possible without intervening in the commuanications;

Sprint has read, understands and will cor?piy.

Sprint CAs convey the full content, COnl’{l,‘{t and intent of the relay
communication they translate. The CA t)lvpcs to the 'l l"( dser, or verbalizes
to the non- 1Y user, exacdy what is said or transmutted when the call is fiest
answered and at all times during the conyersation. This 'mi:]udca background

|
@ This document is printed on recycled paper.”
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information, which s typed to the 'T7TY user in pﬂ.rentht.sm CAs leave full
control of the call to the relay uscr.

[n 1996, Sprint became the first relay provider to offer automatic crror
correction software. Spant’s automanbc crror comrection software was
designed and developed by a Sprant CA. The system currently recognizes
over 500 misspelled words and automatieally corrects them,

2. the CA shall possess the ability to transiate American Sign Language
(ASL) text to conversational English and must be traincd to be famniliar
with and sensitive to the communications needs of persons who are deaf’
and hard of hearing or speech impaired.

Sprint has read, understands and will comply.

Sprnt CAs tranislate ASL text to conversational English. During inital
training, CAs are trained and cvaluated on how to accurately reflect the 1Y
user’s intent, and the CA’s role in the relay process. Sprint uses a workbook,
created by a deaf instructor, to train CAs in the translation of ASL and
incomplete linglish to conversational Enghsh, [n addition, all role-plays are
“written in ASL” and CAs must translate these role-plays from ASL to

conversational English. “Lhis skill 15 evaluated and tested throughout training.

Upon compketion of initial traming, CAs continuc to be evaluated on ASL to
[Znglish Translation through individualized monthly surveys.

All Sprint relay center employees, including management, pactcipate in a 20
hour Diversified Culture training program during the initial training period,
Sprint works closely with cach Sprint center’s local user community to
identify knowledgeable presenters to assist with the training. Sprint utilizes
videos, hands-on rofe-plays, group activities and discussion groups to educate
its employees on the different needs of their customers.

J. the CA shall be required (o0 type 2 minimum of 60 words per minute and
1o pass an oral-to-type test of typing speed;

Sprint has rcad, understands and will comgply.

All of Sprint’s CAs type a minimum of 60-words per minute. Sprint utlizes
an oral-to-type test that simulates actual working conditions, CAs are tested
at least bi-annually to ensure that a 60-WPM performance requirement 15
maintained. Duning this test, Sprnt does not use technology-atded
transmission to ensurc the typing speed. 'The scortes for each CA are the
actual words-per-minute typed. In additon, Sprint utilizes technological
aides such as pre-programmed macros and auto-correcting software, along
with the CA’s natural skill, to provide optimal service.

@ This document is printed on recycled paper.
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4. the CA shall stay with the call for 3 minimum of ten mmufes when
answering and p}acmg 2 TT-based TRS or VRS czll and must stay with
the call for a2 minimum of 15 nunurc's when anmnng and placing
specch-to-speech calls;

Sprint has read, understands and will comply,

Sprnt understands that a change of CAs can mterrupt the natural call flow.
Therefore, Sprnt strives to keep the sarne '1RS/ VRS (A dedicated to cach
call. Sprint ensurcs that the CA remains on the call Fori at least 10 rinutes
(or 15 minutes for Speech-to-Specch call) 1€ a change of CA 15 unavoidable,

CAs are tramed to make this transition as smoothly as possible and to keep
bath pa.rms infoemed. . |

A CA change may oceur for the ﬁ)llOWill'lg reasons:

»  Customer requests change of CA

+  Eind user verbal abusc of CA or obscenity towards GA

« The eall requires a specialist (Hpccch to Speech, another language)

v flness |

+ Potential conflict of interest (i.c. the CA 1dcnt1ﬁca. an end user as a
family member or fnend)

l
In instances where it is necessary to changL CAs,a qcccmd CA plug\ in thar
headsct at the posnum and watches the call for several finutes in order o
assess the “spint” of the call to make the transition smoother. After several
- minutes of obscrvation, the sccond CA iaits until the Voice user stops
spuaking and all conversation has been rlt,lavcd, and then ¢ types to the 1TY

user:
3

. {

3.

(MO CAE CONTINUING UR CALYL)

|
The CA says the following to the non-11Y uscr: ‘
UTHISISMOCAH (_'.('.)N'l'ENUIN(_'. YOURICALLY

Dunng isugal training, trainecs are sequited to pracuce Ehis procedure. In
addition, a traming video is shown that elearly dt.'rn()nst:l:al:cs this procedure,
and trains CAs to ensure the transition isﬁ handled as smoothly as possible.

5. the CA shall translate all conversations for required spcaﬁed calls in
section 3.4.1 and 3.4.2 herein and shall keep alf such convcrsauons
confidential with respect to the existence and con rehr'thereof.

t
Sprint has read, understands and will comply.

Missoun Relay CAs will transtare all conversanons for callt types specified in
Secoons 3.4.1 and 3.4.2.

@ This docoment is printed on recycled paper.’
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All relay center personnel are required to sign and abide by a pledge of
confidentiality that promises not to disclose the identity of any caller or any
information lcamed duning the course of relaying calls. Please review
Appendix C for a copy of the Sprint Relay Pledge of Confidenuality. In
conjunction with signing Sprint’s confidentiality agreement, as a part of
training, CAs role-play vanious scenarios which teach the correct way to ask
for assistance from a supervisor without divulging call-specifics. [Ixamples
of confidenuality breaches are reviewed and discussed with the CAs.

Sprint strictly enforces confidentiality policies in the Center, which includes
the following:

Prospective CAs are screened during the interview process on issues
regarding ethics and confidentiality.

During initial training, CAs are presented with examples of potential
breaches of confidennahty.

+ Stress can be a factor in maintaining confidentiality. CAs receive three
hours of training on healthy detachment.

»  After graduation from imtial training, each CA must sign a Pledge of -
Confidentiality Agreement form.

» Breach of confidentiality may result in termtnation of employment.
» All Spriat Relay Centers have sccurity key access
* Visitors are not allowed in CA work areas

324 Communication Assistant (CA) Requirements:

a The comtractor must provide a sufficient number of Communication
Assistants (CAxg) and facilities to meet the Comumnunication Assistant
Standards desctibed in Patagraphs 3.2.3 b. and the Qualny of Service
Standards listed in Paragraph 3.5,

Spnnt has read, understands and will comply.

Sprint will continue to provide a sufficient number of CAs and facilities to
meet CA standards and Quality of Service standards, as outhined in Paragraph
3.23. band 3.5.

The GeoT'el routing system provides real-time results by sweeping each
center every six seconds for CA availability to determine routing. ‘The center
staffing lines are 2 management tool that provides the center and Spant’s
T'raffic Management staff with the following:

@ This document is printed on recyeled paper.

——J Section 312




=5 Sprint.

Onw Sprint, My Sototiane.

« lrunal CA requirement for cach 15 minute peniod ofithe day
Total number of CAs scheduled for each 15 minute period

* ‘The number of CAs over or under the requirement needed to meet
forecast call volumcs

In response to any traffic fluctuatons, ‘liraffic Managermm makes final CA
requirernents for cach 15 minute penod|after any line a:hustmcnt Further, .
Sprint will periodically review Missoun historical data to determine trends,
taking into account any call-affecting i issues such as wca:thu holidays or
technical problems.  Utilizing this information, a network|forecast is
_developed for each upcoming schedulin!'; week. Sprint also reviews cach
center results for the previous six weeksfas well as anticipated changes in
staffing levels to determine cach center’s capacity to haﬁdlc forecasted calls.
Once the forecast has been determined, 'Sprine ensures thit total nctwotk
traffic 15 supported and accounted for by cach of the centers. -

Spnnt is offering Missouri two options for service. Regardless of the option
sclecred, Missoun will have the benefit of Sprnt’s mtelbgent call rounng
technology that msuees cach call is answired by the next dvailable CA at any
one of the Missoun designated centers. l'his provides Mls'suun with a large
resource pool totaling approximately 2, 500 CAs and ensures the most
efficient and cost effective method for processing vano'u.~ Missoun call

types. Currently, the [ndependence, Missouri telay centcri providcs jobs to 97
employees. Table 3-2 outlines the anticipated number of full-time employces
needed, by call volume, to ensure Missourn contractual obhgauon:, and
custormner ¢xXpectations are met

{
Table 3-2. Monthly Call Volume

e caveme | ot

* Full Tims Equiviant |FTE)

b Unless instructed otherwise by the caller, the CA shall allow at Icast
&ix (6) rings for each call. |

Sprint has tead, understands and will comply.

Sprint’s sophisticated rLchnolngy leaves che control of tlu call with the
customer. CAs allow ten rings then give|the customers thlc ability to decide if
they would hike to continue to let the phone ring or plac'c another call. Spant
CAs will follow user preferences if alteenate requests are made.

@ This document is printed on recycled papcfl
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<. If requested by chc callet, the CA shall make one additonal attempy
on busy calls. ,

Sprint has read, understands and will comply.

Sprint CAs allow the caller to remain in control of the call. [f the caller
teaches a busy signal and would like to make additional attempts, the Sprint
CA will follow the caller’s request.

d. The CA shall not make any value judgments regarding legality of
obscenity of the content of the message and shall ensure that the relay
operators relay all messages received. In addition, the conttactor shall agree
and understand that no written or electronic script of the call be maintained
by the TRS at the conclusion of the conversation.

Sprint has rcad, understands and will comply.

Sprint CAs do not make value judgments as to the content of any relay
communication and do not hold personal conversations with either party.

No writwen or taped information regarding a relay call is maintained once the
call is released at the CA positon. ‘The ‘from’ and *to’ numbers are removed
from the CA termanal imnedatcly upon termination of the call, at which
tme billing information s transferred to billing fiies. If a customer registers
a concern regarding operating practices and wishes to reveal his/her name, it
15 used only to follow up with the customer to explain the resolution Sprint
has taken m regard to the concem.

e If requested, the CA will transiate American Sign Language (ASL)
text to converzational English. The word “translate” ag used in the contract
shall be considered as oral and prine translations by either live or automated
means between deaf and hard of hearing or speech impaired persons who use
IT equipment, computers, or similar automated devices and those who do
not have such equipment.

Sprint has read, understands and will comply.

Sprint CAs translate ASI. text to conversational linglish. Dunng initial
traming, CAs are trained and evaluated on how to accurately refleet the 1Y
user’s intent, and the CA’s role in the relay process. Sprint uses a workbook,
created by a deaf mstructor, to tran CAs in the transladon of ASL and
incomplete Iinglish to conversational Lnghish. In addition, all role-plays are
“written in ASL” and CAs must translate these role-plays from ASL to
conversational English. “This skill is evaluated and tested throughout training,
Upon completion of inital traiming, CAs continue to be evaluated on ASI. 1o
English Translation through individualized monthly surveys.

@ This document is printed on recycled paper. - —J) Section 3 - 14
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|
f A {f so directed by the caller, the CA shali refrain from making an
introductory announcement about the TRS; |

Sprint has read, understands and will cdlmp!y.

Sprnt CAs leave full control of the call to the relay user. {The CA follows
any instructions given by the relay user regarding defimtions of the portions
of the call o handle. FFor example, if the TTY user requests che CA not to
announce the call, thc CA will honor thi: reguust,

g CA shall not counsel, advise o mn.-qecr pcmonfl :op1hi¢ms or
additional information into any commu{ucauon being translated. The CA is
permiteed to provide background noise identification.

Sprint has read, understands and will comply.

Sprint CAs do not counscl, advise, or inlu.n'tct personal nlp‘mi(ma or
additional information dunng a cali even if the relay communication breaks
down. C:As may not hold personal conversations with cither party. When
prompred, the CA may extend a polite ar concise ‘l‘LSp(;ﬂHIL such as “thank
you” if a relay user communts on a job well done. In the event of an
emergency, the CA will render the necessary assistance 'to' complete the
customer’s call. The CA types to the THY user, or w:rbah/cs to the non-171Y
uscr, exactly what s said or rransmitred when the call is! ﬁrst answeeed and at
all times duang the conversation. ‘This includes backgre uhd information,
which is typed to the T1Y user in patmlthcsis.

h. CA shall comply with the established CA Standards.

Sprint has read, understands and will comply.

CAs comply with all established CA standards.

|
The heart of the relay product is the Communications Assistant (CA) who
mteracts with relay users, ensuring every -commumcamm ts factlitated n 2
professional, ¢fficient manner. Qur rmmng and quality feam have developed
a comprchensive hiring and training program to preparc employees for this
challenging position and to ensure all communications arc of the highest
quality. |

Please refer to Appendix A for Sprint Rc;lay CA Tranung !)utlinc.

Sprint CAs are assessed dunng training dn all relay procedures. When
training is complete, CAs continue to bejevaluated through individualized
monthly surveys, random testing (through test calls) and monthly quality
traiming focus, i -

@® This documem is printed on recycled paper. l
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Sprint has developed a comprehensive, performance based assessment tool
for CA performance. 'The CA Performanee Survey provides a detailed
perspective on individual performance and measures 45 aspects of CA call
processing performance.  All CAs are evaluated monthly and required to

. meet expectations in all performance areas,

Please review Appendix B for a copy of the CA Performance Survey.

All Sprint CAs are monitored at regular intervals to ¢ensure compliance with
the CA standards is consistently maintained.  Sprint stresses the importance
of all relay CA polices, procedures and standards to CAs beginning at the
_interview stage and contnuing throughout employment. Sprint CAs know
what is expected of them at all tirmes.

Please refer to Secuon 3.2.3 2 for Sprint Relay Policies and Procedures

outline.

3.3 Telecommunication Relay Service Centar (T RSC)
Requiremeants:

3.3.1 The conuactor shall establish a Tcleoommumcatmn Relay Service
Center (TRSC). The TRSC shall:

a Provide relay service for all Missouri exchanges, 24 hours a day, 7
days 2 week, 52 weeks a year.

Sprint has read, understands and will comply.

Spnnt will continue to provide relay service for all Missouri exchanges for
both domestic and international callers available 24 hours a day, 7 days a
week, 52 weeks 2 year.

b. Alfow calless to place calls through the TRS from their primary
location and from locations other than their primary location.

Sprint has read, understands and will comply.

Sprint will continue to allow callers to place calls through the TRS from their
primary location and from locations other than their primary location.

C. Allow callers ro utilize alteenate billing arrangements; for example,
collect, third number, person to person, calling card, mdtr card, and 0
number services, as identified by the contractor.,

Sprint has read, understands and will comply.

Sprint will continue to process collect, third party and petson-to-peeson calls

for Relay Missoun as wcll as calls bilicd credit cards, and to prepaid and non-
proprictary calling cards offered by a Missouri local or any other

® This document is printed en recycled paper.
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I
interexchangy carncr. Sprat will also process calls to or from hotel rooms
and pay telephones. |

In compliance with Missour’s goal to provide functionalicquivalency, when a
call is placed through Relay Missouri, the user will be alicd in the same
mannct that a non-relay user would be b:llc.d The relay user will only be
billed for conversaton time, (which dewds not include C;" setup time, in
between calls and wrap up ume) on tolljcalls. Billing will oecur within 60 days
of the call date. Spant offers users the uptmn of b:ilmgl thur calls to a non-
proprictary J.EC (Jocal) or 1XC (long distancy) calling canils. Sprint wil]
process credit/ c:lllmg cards offercd by thL user's carnc} of choice if the
carner is a participant of Sprint’s C arrice of Choice (C O(') program.
i

Sprnnt will coniinue to work with the \hﬂsoun s LECs and 1XCs to compile
and make available to all T1Y fisers 2 list of acceptable cﬂhng cards. Sprint

CAs will al-.o rclay calls that are billed to prepaid calling cnrdq

The user’s carnier of chmcc [ r(.s"pomtblc. for providing C'!;Il types and
available billing oprions, and will handle, thc. raang and m\Emcmg of toll calls
placed through the relay. Sprint billing ::, pmccsecd in-Hobsc.

Spnnt innovated TRS Pay-Per Call serv iccs in 1996. (¢ alkr« ta Relay
Missoun will continue to access 9 services by dialing ; b ¢ desigmated 900
numbcr to access the relay service. Use of a toll free 900 number nbound to
Relay Missouri provides functionally cquivalent access to the
telecommunicanions network while preventing unauthu‘nz‘cd end users from
ctrcumnavigating LI restrictions. I'hx:-l Process cnsurfi- Ilhat the JLEC will
only complete those calls in to the relay service that do nat have a 900
number block added to their phone lmc-.; "The 900 \mec provider and the
X number carrier will rate and bill the user as of the call was dialed direetly
from the onginating user's wlephone. | .

I
figure 3-3 illustrates access to K00 Pay-Per Call Scrvices,

l
|
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Figure 3-3. 800 Pay-Per Call Services

d The TRSC shall provide statewide setvice for all calls originating
within dye state of Missours, including calls placed sacross a state line, which,

.if the TRSC were not used, would be considered toll free calling. The

contractor shall provide the service through the dialing of #7117, as well ag
dhrough the use of a starewide 800-access method, The contractor may
provide for an in-state, an out-of-state, multiple locations, and/or any other
alrernative of the TRSC.

Sprmt has read, understands and wall comply.

All Missoun users will continue to be able to place local, intrastate, interstate
and international calls that onginate and/ or terminate in Missourn through
Relay. Users may also place calls across a state line, which would be
considered toll frce calling. Sprnt will process all calls made through Relay
Missoun and will be compensated by the MoPSC for providing local and
intrastate Relay Missoun scrvice.

Sprint will continue to provide the service through the dialing of “711” as
well as through the statewide 800 toll free numbers. Sprint Relay will be
compensated by the TRS Interstate Fund as mandated by the FCC for
providing interstate and international TRS services. The MoPSC will not be
invoiced for any minutes associated with the relaying of interstate or

@ This document is printed ou recycled paper.
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intcenational toll calls. Either Sprint orjthe caller’s canlwr of choice will be
hilled for the toll portion of the call. There will be no end user blllmg for
Relay Missoun callers placing local calls}

Sprint provides the MoPSC with two opnom for the 'I'RSC An in-stare
solution that maintains the cusrmg Rclz}y Missoun Certclr, or an out-of-state
network solutton utilizing the cxnatmg centers across the paton.

Pleasc review Section D for more detaillon the options available.

34 Telecommunication Relay Service (TRS) Requirements:

3.4.1 The TRS shall include the following basic scrvrccs for local calls,
intrastate toll calls and interstate toll calls ongmm‘ed in M'xssaun.

a, Acceprt a call from a Texe Telcpbonc (TT)or campmer equipped
calles, place a call to a hearing and vmce—mpnblc mdtvz'dual and translate the
electronic messages 1o voice messages :fnd the voicc m'cssagcs to clecuronic
messages as necessary to complete the communications b’nk, and

Sprint has read, understands and will comply. 1

Sprint’s standard offening includes acceptance of calls from Text Telephones
(I'LYs) or computer equipped callers. bpnnt CAs placcl ca1115 to heanng and
voice-capable individuals and translates electronic messages to voice
messages and voice messages to clectromnic mcssages as nécessary to complete
the communicatons link. Tiach Sprint CA position is capabk of receiving
and transmitting in Voice, Baudot and ASCII codes. Upén 4 call being
received at the Relay CA posion, 1Y 'sngnals are automia.ma.lly identfied as
eithee Baudot or ASCH; if ASCH, the baud rate is detected. Intelisgent
modems allow the CA to handle cither voiee or data linest from the same CA
work station.

This automatic identification of eall types for incoming calls provides a quick
. . . [ i

and efficient technique for varied customer input and reduces the average

CA work time to 2 minimum

b. Accept a call from a hearing nndivoice—capable ?aller, Place a call to 2
TT or compurer equipped individual and wanslate the vaice messages to
electronic messages and electronic messages (0 vojce messages as necessary
1o complcte the communications link.

Sprint has rcad, understands and will comply. 1
Sprint’s standard offeting includes accs:ptancc, of calls from heanng and

voice-capablc callers, and placmg calls to TT'Ys or computer equipped
ndividuals, and translating voice messages to electromc micssagtb and
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clectronic messages to voice messages as necessary to complete the
communications bink.

< At the request of the calling individual in cither 3.4.1a or 3.4.15 above,
allow voice to pass through the telecommunications system in either
direction and translate only as necessary (vofce carty-over (VCO); hearing
carry-over (HCO); VCO 1o VCO).

Sprint has read, understands and will comply. Sprint will accommodate
callers as spraficd in Sections 3.4.12 and 3.4.1b on the following call types.

VCO - Sprint has provided voice and hearing carryover as standard
TRS features for longer than any other provider. Voice carryover (VCO)
allows a uscr to speak directly to the person they arc calling,

VO uscrs also have the ability to request VCO with Privacy/No GA. This
is an enhancement to Spant’s VCO product requested by mzny VOO uscrs.
This feature provides the TTY caller added privacy on their call because the
CA does not hear the VCO users’ voiced messages and no “GA” is needed
from the VCO user. The voice user is heard by the CA and gives the “GA”
cach time to alert the operator that he/she is finished speaking.

VCO Branding - VCO uscrs may choose to have their telephone numbers
permanencly branded as VCQO. When a telephone number is branded as
VCO, each call into relay receives a umque greeting. The following 1s an
cxample of the VCO greeting used.

RIZLAY MISSOURI CA XXXXM/FF VOICE (OR TYPE) NOW GA

The caller aither voices or types hus/her call set-up instructions to the
operator.

VCO-t0-HCO - ‘This featurc allows a VCO uscr to communicate with a
Heanng Carry Over user. The VCO user speaks directly to the FICO user
and the HCO user types their response directly to the VCO user’s TTY

device.

VCO-10-VCO - VCO users can communicate with other VCO users
through relay. The CA istens to each VCO user’s spoken messages and
types for both partics.

VCO-to-TTY - VCO and 'I'TY uscrs may communicate with cach other
through relay. The VOO user voices her/his own messages, which are
typed/transmitted by the CA to the 1TY user’s device. The TIY user types
dircetly back to the VCO user’s device, who reads the typed message across
thar T'TY L.CD display. :

@ This documen is printed on recycled paper.
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Two-Line VCO ~ (IHCO or VCO) lwo-Lm(. vVCO provrdcs close to real-
time conversations between the deaf/hard-of- hearing pcrson and the hearing
person. ‘T'wo telephone lines and thrcc-'way calling is nu.dcd for this type of
relay. The Two-Line VCO (21.VCO) uder speaks direc .Iyl to the heaning
pesson on one (Voice) line and uscs thclsccond (TTY) telephone to receive
the CA’s typed responses voiced by the heanng person! There is no need to
give the “GA” or wait a tum, allowing for 2 smoother and more natural flow
of conversation.

Spant further exceeds this expectation by provided VCO{Gating. Sprint is
the only provider to offer specialized !gatmg Sprint is proud of our
cstablishment of 2 pnimary VCO center and a sccondary VCO center in
Spnnt’s actwork, ‘These VCO centers ctl'nploy CAs who Bave received
speaialized VCO training and are the most expenenced m: handling VCO
calls.

Sprint will continue to provide this VO service with a dlsignated VCO B00
number to Missoun at no additonal cha'rgc “[his number eoutes VCO calls
to the dedicated VCO centers. A dedicated VOO 800 access number
chminates the need for VCO branding nhd resolves VCO| call sct-up issues
for VCO uscrs calling from PBX lincs and/or dual hou schold members.

HCO - Heanng carryover (LICO) allows a person to Iistcrtl dircetly to the
person they are calling and provide theirjresponses by text through the
opcrator (and vice-versa). Sprint was the first relay provider to offer HCO
users what is known as voice progression technology: This advancement
climinates the HCO user’s need for reading macros andlallow< him/her to

hear the call set-up, ringing and the called party mswcnng the telephone.

HCO Branding - HCO uscrs may chooISc to have thar ttlrlephonc numbers
pesmanently branded as HCO. When 2 telephone numbet is branded as
HICO, each call into relay receives a umquc greeting, “The following is an
cxample of the HCO greeting used. I

o - i
RELAY MISSOURI CA XXXXM/F YOU MAY HEAR VOICE OR
READ ON TTY GA }

HCO-t0-HCO - HCO users can commlunica.tc with ot}!u:Er HCO users
through relay. The CA reads the typed mMessage from tl}c HCO user and
voices to the other HCO user who listens and then types his/her response

back in the same manner and vice versa.
\

HCO-to-TTY - HCO and 1Y uscrs can communicate \?rith cach other
through rclay. The HCO user cypes dircc:tly te the T°I'Y vser. The CA voices
the T'IY user’s typed messages to the HCiIO uscr, |
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d. Accepr a call fom a speech disabled caller, aflowing the caller ro use
his/her own voice or voice synthesizer, rather than using 2 TT, and place a
call to a hearing and voice-capable individual or to 2 TT, and translate using
specially trained CAs to function as human transiators for relay users who
have difficulty being understood on the tefephoric as necessary to complete
the communications link. The Frequent Dialed Nomber feature must also
be made available to these speech-to-speech (STS) users.

Sprint has read, understands and will comply.

Sprint provides dedicated Speech-to-Speech (STS) or voice synthesizer access
through a toll free number and dedicared gates that seeve Missousi ST users.
All standard services are available to Speech to Speech users, induding the
frequently dialed number feature.

Sprint was the first TRS provider to offer STS services for speech
disabled customers beginning in 1994. Sprint has developed a speciahized
training program for operators to function as translators for uscrs with
-specch disabilitics who have trouble being understood on the telephone. ‘The
STS operator repeats the words of the Speech Disabled caller as necessary to
be understood by the person with whom they are speaking,

. In addition to initial operator teaining, STS operators recewve cight hours of
additional training focusing on:

» Spcech to Speech user characteristics

= Speech to Speech ctiquette

+ Specech patrerns

» Speech to Specch call processing vaniations

e The conwractor shall process the following types of calls, and their

reverse, where applicable, whether originated fiom ot placed to landline or
commercial mobile radio services systems:

* TT to Standard Phone (Voice)
» VCO ro Standard Phone (Voice)
* HCO to Standard Phone (Voice)
* VCO w VCO
* HCO 1o HCO
* HCOw TIT
* VCOew IT
v 2-line VCO to Standard Phone (Voice), HCO, or VCO
= Speech to Speech
« Spanish o Spanish
* Spanish to English
. Sprmt has read, understands and will comply.

@ This document is printed on recycled paper.




D Sprink. Many Soluttans”

!
=5 Sprint. . l\
|

Sprint processes all of the required ca“sland theie reversel regardless of

whether they ongmated from or were placcd toz landhm': or commercial
mobile radio serviees system. Please rr:\rtcw 3412 b, c.l d, for detailed
deseniptions of cach call type. |

Relay Missouri deaf/blind users are 'ablc to commuicate theough
Relay by utilizing Sprint’s Variable Typmg Specd Feature. Variable
‘I'yping Speed provides fully accessible rclay for the vNI.tallv impaired. This
feature allows the user to establish the apprupnau. typing -pu..d trANSMISSI0N
for their equipment and communication nevds. |

Today, Relay Missoun users diab 711 or 800-5:)-7309 to discetly access
Spanish translation services. We t:urrmtlv provide Missoun with full relay
SCIVICES In:

+ Englsh ;
* Spanish I
« Finglish/Spanish T'ranslarion. i

Sprint was the first TRS to provide Spanish Relay tra‘nslation services
in 1990. Spanish language relay services are prtmdc,d ata dedicated gate.
Proficient, biingual CAs provide full r(.}ay services, 28 well as translanon.
Bilingeal workstatons are modified to send macros and other text
functionality to the caller in thar prcfurrttd language.,

Sprint provides these multi-language services as part of our srandard relay
offering. There are no additional ch'zlrgt:h| for these ‘«Ll’\'lct"i A Standard
Features Marnx detaiing the complete list of Sprint Rday s Standard Feature
is provided in Appendix F. l

1

NOTE: [f the provider offers Campaabfc Comumcaum'q Proroco! (CCF)
such that the call is released when it is determined that 'zhe recejving party is
communicating in the same manner (i.e, TT to TT or vo:cc to voice), and
TRS assistance 15 no longer required, C([.‘P will be prom:fed with no further
charges accruing to the state after the call is released. I CCPis not offered,
the calicr will be notificd when the called d person is com}mumcaung with the
same method and will be notificd ro call that person drmcrly, and the TRS
calf will be terminated so that no ﬁ;ﬂheticﬁnrgcs accrue far the call,

Sprint has read, understands and will Cﬂiflply. '
34.2 The TRS shall: !
a. allow for switching and transmission of the call;

1
Spnnt has read, understands and will comply. |

|
|
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b be able to handle emergency calls, allowing automaric and
immediate transfer of the call 1o the nearest Public Safety Answering Point

(PSAP);

Spont has read, understands and will comply.

Sprint's proccsé for handling cimergency calls is fully compliant with FCC

_ requiremnents, An emergency call is considered to be one in which the user of
the relay serviee indicates that they need the police, fite department,
paramedics or ambutance. Sprint utilizes 2 standaed 159-1-1 database that

scrves all of the United States, and Sprint has developed uniform procedures,

which are followed at all Sprint Relay Centers.

“The CA, when told by a T'I'Y /ASCII user (non-voicc) that an ermergency
cxists, hits 2 hot key. )

1. The CA terminal posts a query containing the caller's ANI to the
Ii911databasc.

2. The [2911 databasc responds with the telephone number of the
Public Safety Answering Point (PSAP) that serves the caller,
automatically dials the PSAP number and passes the caller’s ANI to
the 11911 scrvice center.

3. 'The CA remains on the line and verbally passes the caller’s ANI as
well, to the 1911 service center operator.

Relay users are encouraged to dial 911 as their pnimary means of contacting
emergency scevices, Flowever, if a user makes an emergency call through
rclay, the Sprint CA makes cvery cffort to corecctly route the call based on
the network and user provided mformation. As required by the FCC, CAs
stay on the line and provides the emergency serviee provider with the caller’s
telephone number, even if the caller is no Jonger on the line.

c. include methods of accessing and being accessed with ASCH (with
split-screen capability, if appropriate to the users software/equipment),
Baudot, TurboCode, and E-TurboCodc formats at any speed generally in

usc:

Sprmt has read, understands and will comply.
Sprint is the only provider who offers E-TurboCode accessibility.

All Sprint Relay Centers arc capable of receiving and transmitting in both
Baudot and ASCI! codes, with Baudot (TTY) as the poimary sctting. Access
via ail commonly uscd Baud rates, including 2400 and ASCII rates, arc
availablc at cach CA positon,
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Iiach Spont CA position is capable of recm\ ing and tr%ns'.rmmng in voice,
Baudot and ASCII codes. Upon a call bcm;, received at thL Relay CA
position, 1'IY signals arc automaucally |dcnt'ﬁc.d a8 ut'u.r Baudot or ASCIL,
iF ASCI, the baud rate is deteeted. lntdh;,cnt modems allow the Relay CA
to handle either voice or data hnes anjf the same €A workstation,

‘I'his automatic identificaton of call types for 1 mcommg calls provides a quick
and ¢fficient technique for vaned customer input and reduces the av crapc
operator work bme to a mimmum.

ASCI rates up to and including 19,000 bps are supporﬁcd by the Sprint
platform. 'The domesuc TUY baud rate|of 45.5 and the i?tcmatimal rate of
50 baud are also supported. :

‘The ASCI Split Screen fearure alluw» High Speed ASCIH| compute users
and CAs to type and communicate cleardy and rapidly. S1mt1ar o voIce-to-
voice conversation, it providus interrupt capability for (hu ASCII user and the
voice party. Please review Feure 3-4 for a display of ASCIH Sohit Sereen.

« ASCH usors call ihe relay Yom thesr P!Pl?ﬂll camputal
which will display 1wo apis -nmnl n'mmul or vafcal.
i

+ One window daplays Ihe ASGH users tont and 1hs aIner
window dispimys the CA'EAAS lant

| .
+ Ag gpithar pany lypas LMW respanas, tha coamraation
wil sppass oft INg iSipatig NEraans

. The ASCH users and CAJAA will hava thelapiiy 1o interrupt aach ciher

ASCH Reley Year's
Persoass
I

Figure 3-4. ASCIi Split Screen

Sprint provides Relay Missoun CUQ[()mL‘lL with turbocode|capability. In
addition to Turbocode, Sprint also Pﬂ)\'ldL\ Relay Missoun with Finhanced
‘Turbacode (E-Turbo™). Spont work(:d‘cln-\dy with Ultritee, Inc., a
manufacturer of TTY vquipment, to dcmgn and implement ths mnovativc
technology. As 4 result, Sprint is the only relay provlder in the nation to
offer E-Turbo™ call processing.

|
15 Turbo™ allows T'1Y callers to automatically submat dia']iﬁg and call sctup
instructions when they dial mto Relay Mi‘ssouri. "This significantly reduces

@® This document is printed on recycled paper.l l
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the amount of time necessary for Relay Missoun CAs to set up and process
outbound calls. This results in the I'TY caller being connected to the desired
party at a speed that is close to that of a traditional non-relay call

d allow access 1o users 1o their chosen interexchange carrier (IXC)
through the TRS and to all chosen operator services.

Sprint has read, understands and will comply.

Sprint will continue to provide Relay Missoun users with the most
comprchenstve Carrier of Choice (COC) options in the nation. Relay
Missoun users will contnue to have their intrastate, interstate and
international calls carricd by any Interexchange camer who has agreed to
participate i the COC program. When a Relay Missoun user indicates their
COC preferénce, the CA will verify that the requested carner 1s a COC
parucipant. 1f so, the call will be routed accordingly. Relay Missoun users
will contnue to be able to use any billing method made available by the
requested carner including collect, third party, calling, credit and prepaid,
cards. , '
Sprint has the most comprehensive hists of COC participants in the ‘IRS
industry. The current participating members of Sprint’s Carrier of Choice
program are:

- SPRINT
« AT

« MCIWORLDCOMM

o ALLTEL

» BROADWING COMM

= BROADWING 'l'lE'J..I':'COM
« CINCINNATI BELL LD

. COASTAL TELEPHONE C(
« [XCEL .
« GLOBAIL CROSSINGS

« GGTENORTH

+ LCH

« LDDS

+ LONG DIST INTL INC

- MCLEOD USA

. MIETROMEDIA

- OPEXLD

. QWEST

» RCI

+ VIRIZON LD !
= WILTILL

+ WORKING ASSEETS

® This document is prinied on recycled paper.
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WORILDCOM

10-10-220 T'ELECOM USA
10-10-275 WORLDXCHANGE
10-10-321 TELECOM USA
10-10-502 WORLDXCHANGE
10-10-629 WORL.DXCHANGE
10-10-636 CLIEAR CHOICE
10-10-781 WORLDXCHANGIE:
10-10-811 VAR'TTC

10-10-834 WORILDXCHANGIE

When the requested carrier is not 3 COE participant, Sprint has established 2
procedure where the carrier will be notified, verbally and in writing, of its

obligation to provide access to TRS users and encourage
Please review Appendix E for a copy of]

their participabion.

the COC Letter.

Missoun customers will have unlimited aceess through ;Rt.]ay to standard
operator and Dircctory assistance sannces at rates no higher than those

charged normally to end users by the lodal phone ccn"n{:I

e provide unlimited time on the duration of calls;

Sprint has read, understands and will comply.

any.

There arc no restnctions or bmuts placed on the duration ;cvf calls placed by
any rulay user. All relay users accessing Spnnt retain full control of the

duration and number of calls placed anyumc through re

!
acceas by the user ro the TRS.

Sprint has rcad, understands and will comply.

lay

provide no limit on the number of calls handled by the CA for esch

Therc are no restnctions or limts placed on the number of calls placed by

any relay user. All relay users aceessing Sprmt retain full

duration and number of calls placed anytime through relay.
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g have 2 minimum of four (4) hours of auxiliary {reserve) power for
continuation of the TRS operation in case of commercial power faflure. The
contractos shall adjusr billing to the MoPSC for out of service conditions
toealing over foue (4) hours in a 24-hour period, provided such out of service
conditlons arc under the control of the contractor, The adjustment for the
service outage shall be equivalent to an average of one (1) day’s billing of the
TRS during the monthly billing petiod. The contractor shall make (1)
adjustment for cach out of service condidon during the monthly billing
period. No more than one (1) our of service adjusement will be assessed
within a 24-hout period.

Sprint has read, understands and will comply.

Sprint utilizes both an Uninterrupted Power Supply (UPS) and backup power
generator to ensure that all Sprint Relay Centers have uninterrupted power
cven in the event of a power outage. UPS 15 used only long cnough for the
backup power gencrator to come on line — a matter of minutes. Backup
power generatoss are supphed with sufficent fuel to maintain operations for
at least 24 hours. (Generators can stay in service for longer periods of tme, as
fucl availability permuts. '

In the event of a power outage, the UPS and backup power gencrator
ensures scamless power transition until normal power s restored. Whule this
1ranwmton 15 I progress, power to all basic equiptment and facilines essential
to the center’s operation is maintatned. This includes:

» Switch systern and penpherals

«  Switch room ¢cnvironmentals

« CA positions (consoles/terminals and emergency lights)
= Lmergency lights (seif-contained batteocs)

= System alarms

» CDR recording.

As a safety precaution {in cvent fire during a power failure), the fire
suppression system is not clectric powered. Once the back-up generator is on
line, stable power is cstablished and maintained to all TRS system equipment
and faciity environmental contro! units unal commesrcial power is restored.
Please refer to the Disastes Recovery Plan provided in Appendix G fora
complete cxplanation of Sprint’s back-up plan for Relay Missourt.

Sprint will adjust billing to the MoPSC for out-of-service conditions totaling
over four (4) hours in a 24-hour period, provided such out-of-service
conditions are under Sprint’s control. The adjustment for the seevice outage
will be cquivalent to an average of one (1) day’s billing of the 'TRS during the
monthly billing period.  Sprint will make (1) adjustment for cach out-of-
service condiion during the monthly billing period. No more than one (1)
out-of-scrvice adjustment will be assessed within a 24-hour peniod.

@ This documen is primed on recycled paper.
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3.5 AQuality of Service Standards;

]
3.5.1 The quality of service provided by the TRS shall conform to the
standards listed befow. The contractor sbdl meet the l‘olfowmg standards
immediately upon implementation of du- TRS.

e The network shall be designed o comply with P. 01 blockage which is
based on normal industty standards. |

Spoant has read, understands and will comply.
)
Relay Missouri will be provided with sufficient facilitics to provide a Grade
of Service ((:()?) of .01 or better for chlls cntering [h(. Spnnt call center
switch cquipment. Sprint provides an ayverage daily blm:kagc rate by
sampling the number of calls being blocked every 15 rmn{ltcs for cach ”4
hour peniod.

Inbound calls that may be blocked th}un the Public § 'w.ttcl:hed Telephane
- Network (PSTN) will recerve a voiee tccordmg stating r_hat all circuits are
busy and to try the call again withun a few minures. f :
b. After a call reaches the TRS, rbefamwer dme ﬁu'n!t least 85% of all
calls during all times of the day shall be Iw:'rbin ten (10) seconds.

1

Spnnt has read, understands and will cmll'nply.

Sprint will meet the ASA requirement of answenng 85% of all calls within 10
sceconds on a daily basis by a live CA. : :

Sprmt has a long mstory of providing TII{S ‘Through th|at expenence, Sprnt
has developed the cap-abthty to Lfﬁ.ctwc]y manage a humaln resource ponl
that provides unsurpassed quality. Sprint has grown TRS Operabions
capability to handle approumatelv 26 mullion calls per vz:a{ Spnnt has gained
valuable experience in sizing it’s TRS Operations to accor?modatc contract
uqutrc.mmt.\ and will provide the capabxllty to handle \[ﬁsoun teaffic while
matntaining an excellent standard of seevice. Mistoncal call detail has been
gathered in 15-minute increments throughout the yeaes | b providing TRS
service. This histoneal information is cominned with Mmoun-pranc
information to establish anncipated call patteens that acéurarc]v predict the
personnel needs necessary to efficiently ﬂrocus the n]a}r dalls of Missours.

Spnnt’s Traffic Management Control Center (I'MCC) and]Enhanced Scrvices
Operations Control Center (ESOCC) ard statfed with pr’ofessinnals who
understand call processes, call volumes, distribution pnttlcr_ns, contract
requirements and call routing, thus ensurng exemplary service,

® This document is printed on recycled paper.




=2-Sprint.

Orze $potrt. Many Sefutiem”
c. Transmission circuits for the TRS must meet or exceed the generally
accepted industry standards.

Sprint has read, understands and will comply.

‘Yransrussion circuits for Relay Missoun meet or exceed generally accepted
industry standards. The following relecommunications facilities, equipment
and softwarc wilt be used by Sprint in providing relay services for Missoun:

* Loca! Exchange Company and Interexchange Carner facilities to
complete local and long distance (toll} calls. The carmer used for toll
calls is determined by the caller’s selection (carricr of choice), 1n
accordance with ADA requircments,

< All-digital switching system and PC-based CA terminals on a local arca
network (LAN). ‘

+ CA terminals with Spanc-developed software.

+ Spont’s Enhanced Services Operation Control Center (ESOCC)
operated 24 hours a day, 7 days a week, which monitors ‘1RS to ensure
unanterrupted quality relay service.

‘Table 3-3, beJow, shows the types and quantities of trunk faci]ities allocated
for Missourt. These trunks are sized to provide a busy hour Grade of Service
(GOS) of P.O1, meaning a mimimum of 99 out of 100 calls have unrestrcted
and immediate aceess to the relay call center serving Missoun duning the
busicst ume of day.

Table 3-3. Trunk Eacilities Aliocation

Y L H LSO Acgle 0
Inbound Toll-Fres Trunks 24 P01
Quibound Intra-siata Trunks 24 P.01
Cwuhound ISCN Trunks {Caller 24 P01
1)

Ragionally Restricted 800 4 - P.O1
Carrigr of Choice 24 .01

Sprint uses an 800 service for nbound calls to the Relay Center and WA'TS
scrvice for outbound calls from the Relay Center. Regionally restricted 800
numbers arc accessed via Sprint’s VPN (Virtual Private Network). Carrer of
Choice uses LEC FG-ID circuits for access to all interexchange carriers.

Sufficient trangmission facilities are assigned to service all traffic levels,
including busy hour peaks, with a mimmum reserve of 25%.
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36  Calls Processed Through the TRS:

. | -
3.6.1 The following list describes the types of calls which shall be
proccssed through the TRS:

a. Calls originating and relmmntmg within the state of Missousy
(intrastate); I

Spant has read, understands and will complj.

Relay Missoun processes all intrastare relay calls onginating and terminating
within the state of Missoun. |

As Relay Missoun's provider, Sprint wﬂl offer 2 30% dlSCOLlI"I{ off intrastate
and interstate fates to all Relay Missoun! 'callers -.Llcctmg bpnm as their
carner. [fa Sprint subsenber 1s on a special promotion  plan, the caller is
charged at his/her special promotion ratc, not the Relay Missouri rate.

Relay uscrs who scleet Sprint to carry their long distance calls and are Sprint
pre-subscnbed customers receve charges on a Spant ll"llV(!)lCL A billing call
detal record (CDR) is ereated on the Spant network. Th: CPR contains

information identifying the call as a 'l'RS1 call.

b. Calls originating within the state of Missouri and terminating at
points outside the state (interstate or international);

Sprint has read, understands and will cot:npl)'.

. ) :
Relay Missoun processes all interstate and intemational frelay calls cerminating
at pmnu outside the state. Relay Mlhb()uﬂ uscrs are not ch'ar;.,cd more for
sceviees than for those charges paid by standard “voice’ te l::phom users.
Relay Missoun usees who select Spring as their interstate carnier, will be rated
anud invoiced by Sprint. Users are only btlled for converdation Gme,

c Calls originating outside the statc of Missouri and terminaving at
points ingide the state (interstate); ',' l

1
Sprnt has read, understands and will comply.

Relay Missours processes all interstate relay calls onginating outside the state
of Missoun and terminating ar points inside the state. R{:Ia.y Missoun users
arc not charged more for services than for thosce ch.lrgc; patd bv standard
“vonce” telephone users. Relay Missoun uscrs who qclurlt Sprint as their
interstate carnicr, will be cated and mvmcr.d by Sprint. Usclln are only billed
for conversation tme.
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d. Callg originaring within the state of Missouri and terminating across
a state line which, if the TRS was not used, wouw/d be considered local and

toll free calling;

Sprint has read, understands and will comply.

Relay Missoun processcs all calls originating within the state of Missouri and

~ termunating across 3 state line which would be considered local or toll-free if
the ‘TRS were not used. There will be no calls passed on to the customer for
these local or toll calls.

e Intrastate and intcrstate Directoty Assistance (DA), intraseate at no
charge to the end user (and interstate to be paid from the NECA fund) and;

Sprint has read, understands and will comply.

Sprint provides Missourt users with unlimited access to standard Operator
and Iirectory Assistance including local and long distance Directory
Assistance (DA) at no charge to the end user, with all interstate calls paid
from the NECA fund. Once relay callers make the request, the Sprine CA
contacts the appropriate directory assistance operator. The CA relays
dircctory assistance calls berween the Missoun user and the directory
assistance Operator.

Realizing that the majonty of DA services are not T7['Y accessible, Sprint has
also designed and implemented a toll free 800 TTY number that provides
DA natonwide. The Sprint T'TY Operator and Directory Assistance’s
number is 1-800-855-4000 (1°1Y). :

I Calls to 900 and 976 numbecrs, shall be provided by the conmtactor free

of charge to the calling party. The calling party shall pay for all other charges
associated with the call,

Sprint has read, understands and will comply.

All calls to Pay-Per-Call services are provided free of charge to the calling
party. ‘The calling party will pay fur other charges associated with the call.

Please sce our response provided n section 3.3.1— for addihonal
information on Sprint Relay’s Pay-Per-Call service.

3.6.2 Calls to TRS from payphones, subject to the following:
@ local payphone calls must be provided free of charge and;

Sprint has read, understands and will comply.

Local calls from payphones will continue to be provided free of charge.
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b. users must be able to make toll calls by using callmgor prepaid
(debit) cards with rates equivalent to or'lless than those' dm‘ would apply to 2
similar conventional call made using coin sent-paid service (coin call rates).

Sprint has read, understands and will comply.

Relay Missoun users are able to make toll calls by usmg ciallmg or prepaid
{debit) cards with rates cquwalent to ur ‘lesa than thosc that would apply toa
simlar conventional call made using com sent-paid service (coin call rates).

Spant processes collect and person-to-person calls andicalls charged to a
third-party for Relay Missoun, as well as calls billed to prepaid and non-
propnetary calling cards offered by a Missour local or mly aother
interexchange carrier. Sprint also processes calls to or from hotel rooms, pay
telephones and calls charged to debir cards.

In cornpliance with Missouri’s goal to prownide funct:ona.l equivalency, when a
call 15 placed through Relay Missoun, the uscer s billed m th:. same manner
that 2 non-relay user would be bxllul T hr: relay user s only be billed for
conversation ume, (which does not mcludc call setup u}ne time between
calls, or wrap up time) on tol] calls. Blllmg oceurs within 60 days of the call
date. Sprnt gives users the option of bxllmg thewr calls ltoI non-proprictary
LEC (local) or [XC (lung d:sl:ance) c:dhng cards. bpnnt processes calling
cards offercd by the user’s carnier of chmcc if the camc.r |.s a participant of
Spant’s Carnier of Choice (COC) progmn'l, and as Iong as Feature Group D
18 at the Carnier’s access tandem. Sprint wall continue t¢ work with the
Missourni’s LI:Cs and 1XCs to compile and make avmlablc' to all T'TY users 2
list of acceptable calling cards. Spnn: CAs also relay calls|thar are billed to
prepaid calling cards. ‘The user's-carrier of choice is rcsi)om:bie for
prowdmg call types and available billing optmns and handlcq rating and
invoicing of toll calls placed through thejRelay. Spnnt's b:llmg 15 processed
in-house.

3.7 Calis Not Processed Through the TRS:

3.7.1 Coin-sent calls where the CA would be mqu.mcd 0 determine and
handle the deposit of coins;

Sprint has read, understands and will comply. |

3.7.2 TTio IT except in use of VCO r!o vco; |

Sprint has read, understands and will comply.

3.7.3 Incoming pretecorded solicitation;

Sprint has read, understands and will comply.
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3.7.4 The CA shall relay messages and leave messages for telephone
answering devices at the request of the caller even if doing so requires a
return call. '

Sprnt has read, understands and wall comply.

Sprint has been providing and will continue to provide this service in
compliance with Missouri's goal to provide functional equivalency. When
reaching a recorded message, the CA uses Spant’s recording technology to
obtain all information necessary on the first attempt. The CA can then play
back the recording ar a pace that allows them to relay the entire message to
the caller, after which the recorded message 1s deleted. This technology
greatly reduces the CA's work time and time billed to the state.

Subscquent redials to leave 2 message or enter information into an mteractive
menu are not charged to customers. Spnnt has developed a procedure using
our Ultra WA'LS linces to ensure that with additional outdials, the customer
docs not incur toll charges on long distance <alls. Missouri customers will
only be charged for the first call.

3.8 Charges and Rates to Users:
The following charges and rates shall apply to the TRS:

3.8.1 Local and toll free calls - The calling or called party shall bear no
charges for calls originating and terminating within a toll-fiee calling scope.

Sprint has read, understands and will comply.

All calls to access Relay Missoud will be toll-free. Relay Missoun users are
not charged for calls placed within the same toll-free calling routc.

3.8.2 Intrastate Long Distance Calls ~ The charge per minute shalf not -

exceed AT& s Intrastate Message Telecommunications Service (MTS)

" rates with a 50% discount from the appropriatc day, cvening, night/weekend

rare perdiod,

Sprint has read, understands and will comply.

Sprint’s intrastate long distance rates will not exceed A'T81s Intrastatc

Mussage ‘I'cleccommunications Service (MTS) rates with a 50% discount from

50% discount from the appropriate day, evening, night/weekend rate penod.

As Relay Missouri's provider, Sprint will offer a discounted MTS rate that
will not exceed A'11s Intrastate MTS ratcs,.to zll Relay Missoun callers
selecting Sprint as their carrier. [f a Sprint subscnber is on a
special/promouonal plan, the caller will be charged at the
special/promotional rate.
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3.8.3 Intrastate operator-surcharges rbar would on‘senvue apply, such as
collect, third numbes, person to person,| calling card and credit card shall not
exceed AT&T's rates.

Spant has read, understands and will comply.

Spnnt’s ntrastatc operator-surcharges, such as collect,
to person, calling card and credit card will not exceed A

third number, person
T&T’s rarcs.

Please eeview Section 3.4.2. d. for an overview of Sprint COC procedures.
3.8.4 Intrastate disability discounts that may otherwise)exist shall not apply
to TRS calls. | :

- Sprint has read, undesstands and will comply

3.8

3.9.1 Intrastste Carrier Commonhnce' {CCL) Access Cbnrges on the

onginating end of the calling parny and on the termmanng end of the called
purty shall not be charged to or impured by the conmqor for local or tall frec

calls placed through the TRS. This includes InterLATA snd Intrel ATA

CCL charges.

Access Charges:

Sprint has rcad, understands and will comply.

310 Publicity: l

. 3.10.1 The contractor shall work with the advisory Comnunee to ensure that
publicity for TRS is effective and appmpmfe The commcror will be
expecied to provide for ongoing pubﬁary which will hdp i make the general
public aware of the current services and enhanced services as they become
avallable.

Sprint has read, understands and wil cormply.

The contractor shall work with the Advisory Committee to ensure that
publicity for the TRS is effective and a.ppropnatt

Sprint looks forward to continuing the relationshup we have dcvelopcd with
the state for the last 11 years and s read§ to provide Mnssoun a supenor
outrcach package. As the leading provider of TRS serv 1ccs in the United
Stares, Sprnt has a wam dedicated to the development of appropnate
marketing and educational products thagymeet the varymg needs of the
different audiences who utilize Relay Services.

The Relay Missoun Account Manager tcam wall provxdr..l outreach funds
allocated annually at $200,000.00. A sample of such outreach cfforts are
shown below in Tabie 3-4:
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Table 3-4. Sample Marketing and Qutreach Plan

_Sample Marketing‘and Quireach.Plan &~ -, %

) Posslble pannerships with state agencies to conduct omraaeh

activities throughout the siate:

» Indgpendent Living Centers

» Missourt Chapters of AARP

- Missouri Chamber ol Commarce

» Missowrl Departmant of Aging - Statewide
= Misgouri Agsistiva Technology Program

To increase awareness among hearing, deaf, hard of hearing and
speech disabled populations. Provide workshops/presantations,
hest town hall mesetings. attend conferences/events (state fairs),
publish relay articles in their agency's newslettars, be the pack for
any new relay matariais, etc, -

“HExpence P

$15,000.00
$5.000.00
$5,000.00
$5,000.00
$5,000.00

Work with agencias to identify an individual to act as the point of

contact for any information regarding Relay Service.

Submit articles in newsletters, attend board mestings, and

distribute reley materials to new consumers:

+ Missouri Association of the Deat

- Missouri Commission for the Deal and Hard of Heanng

+ Missaur Vocational Rehabilitation (9 locations)

« St Louis Roundiable Representatives for Deaingss, Inc.

« Missoun School for the Deaf

- Missouri Association of Senior Citizens

« Missouri Speech Language and Hearing Association - Languaga
Pathatogy and  Audiology

» Florigsant Valley Community Collage for |he Deaf and Hard of
Hearing Program

+ Mary Williams Univarsity

« Missouri Public Library

« Missoun SHHH

- Central Institute for the Daaf

« 5t Joseph School for the Deaf

« Onher Disability organizations
« Grealer St. Louis Association of the Deaf,

$20,000.00

Relay Missourt Web PageJServlce Newslattans/Madia Ralations

$25.000.00

Mapinio

$1,000.00

CD-Ram for “Don't Hang up on Relay™ Publicity Campaign and all
other Publicity programs.g

- $80,000.00

Conferences/Events/Tradeshows, sponsorship fund, publish Ad in
program books

$9.000.00

Relay Missouri brochures for Relay Cali types including Speech 1o
Speech

$10,000.00

Promotion ltems - vaniaty gwa-a-ways (stickers, ragnets, pans,
key chains, elc)

$10,000.00

Miscellaneous Qutreach expenses {print additiona) videotapes,
PowerPoint slides, poslages, supplies, etg)

$10,000.00

10

Total Expenditures

$200,000.00
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‘I'he second Account Managt.r will be Jocated in St. Louss, supporting the
communitics in the Kastem part of the srate. Both Rda'y Missoun Account
Managers will work in conjunction wu:hltht. Advisory ('i Sommittee to cnsure
cffective and appropriate publicity. In doing so. Sprint gims 1o mect the
needs of the deaf, hard of heanng, specch imparred and gencrate awareness
in the heanng population. Listed below are the publmty ¢ampaigns Sprint is
committed to providing:

- Do Not Hang Up on Relay - Fu:dback received from the Rday
Missoun Advisory Committee has prompttd bpnrltt to implement the
“Do Not Hang Up on Relay” C arnpa.tgn Sprint will offcr 2 CD-ROM
to the general public for the purpost of educating fpeopln about Relay
Missount. The CD-ROM will mc}udc messages frolrnlconsumers as well
as information about Relay Missouti. This program 15 designed to
improve the awarcness within the lgusmesq community and gencral
public in order to meet the nceds of deaf, hard of hLlanng, and speech
disabled customers who usc of Relay Missour. 1t i dur goal to reduce

" the number of hang-ups on relay agd to increase awarencss for
businesses i Missouri. I

Speech-to-Speech Publicity - Spnnt recognizes l:hc importance of
publicity for its Speech Disabied communacy. Through presentations
and consultation with representative: ks of Sprint and Relay Missouri
Account Managers, literawure and presence at qtatc\mdc confercnces and

© convenuons, Sprmt will rasse awareness and undcmmndmg of Speech-
to-Speech services. This seevice allowa speech disa blcd CUStOmCTS Lo use
thair voice, with the assistance from aCAf ncccs:.ary, 10 communicare
through Relay Missoud to non-qpec]-.ch ~disabled mclmduals

Sprint is committed to contnued participation in thelfollowing:

Technology Expos

—  Missoun Rchabilitation Association

- Independent Javing Conferences

—  Missoun Association of Fligher Liducation
- Missoun Speech-Language-Heanng Association
— . Missoun Governor’s Council on Disability

~  Mayor’s Commuttees for Pcopl%: with Disabilitics

+ 711 Campaign - Specific ma:k(.ung matenals for 711 will be designed to
increase public awarencess. Relay | \{:s!,soun Accoum|ManagLrs will work
with the Relay Missoun Advisory Comrmtt(.t. ta collekt foudback for
markcting matenials and identify pubhcanom for advertising,

l
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- Video Relay Service and Sprint Relay Online - Our Newcest
finhancements - Sprint has long been recognized the leader m
development of new products to ensure customtrs the benefit of
telecommunications at its best. With Sprint’s new and innovative
programs, people have the option to choose the mode of relay service
that best serves their needs. With Sprnt Relay Online, people are able to
access Sprint RS wa the internet. Video Relay Service s another
available opton that allows deaf people to communicate intheir native
language - American Sign Fanguage, and to have their calls processed
via a certified sign language mterpreter who functions in the role of 2
CA. Sprint will host five annual seminars throughout the state which
will include orientation and training on how to use the newest services
offered and additional information on upgrades and enhancements for
all of products provided through Spant.

3.11 Relay Service Provider Rohorting Requirements:

3.11.1 The contractor shall maintain its records of TRS opcrations so as 10
permit review and detcrmination of such operations. Such records shall be
made availabie during normal business hours for inspection by the MoPSC
and the Office of the Public Counsel.

Sprint has recently deployed a new product, Sprnt Relay Express Repont,
allowing online reporting capabilitics via the {nternet. The MoPSC and the
Office of the Public Counsel will be able to access useful features and
functionality {cmail notification, guaranteeing reports, archives and many
more) built into the product, along with electeonic access to all reports.

Spnnt Relay Express Report provides a web-based placeholder for clectronic
reports provided by billing vendors and driven by secure database data to
organizc repotts. The MoPSC will be able to download and view the Gles
anywhere and whenever necessary. ’

3.11.2 The contractor shall maintain monthly records as directed by the
MoPSC which shall include, but shall not necessarily be limited to, the
lollowing:

Sprint has read, undcerstands and wall comply.

Sprint will provide the State of Missour with all required reports n narrative
and graphic format, by both hard copy and clectronic format.

3113 Total number of relayed calls handled by the TRS;

Sprint has read, understands and will comply.
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t
Sprint will provide the total number of Irclayud calls handled.

|

Sprint reports allinterstate and inu*astarle calls and minutés on the monthly
nvoice. Sprint sceks reambursement for all interstate and|intemational
minutes from the TRS Interstate Fund. ]l'hc National lxchang(. Carricr
Associanon (NIICA) adminusters the TRS Interstate l't.‘md and momnitors
payments into the fund from telecommunications pm\ndm NECA salso
admomisters fund disbursements to TRS|providers.

‘Ihe interstate minutes reimbursed by the TRS Interstate Fund are listed on
the nvoice as a reduction to the total minutes of scrvice for cach month. The
MoPSC will not be invoiced for minutet associated with "claying interstate
and intemational calls.

J.11.4 Call volume showing pcrcemngéa of cach of the following types of
calls: local and rol] free, intrastate intralLATA, intrastate inrcrLA TA and
imterstate, scparated by originating arcaicode;

Sprint has read, understands and will comply.

Performance of inbound traffic on cachjtoll-free number whese it enters the
Sprint network is measured contimuously and reported both daily and . _
monthly. These measurements, which ificlude traffic volume and blockage »

data, arc compiled into a monthly report available to the state. Call volume
reports will be made available to the state :nd:catmg pv.:rcc’ntagns of cach of:
local and toll free, intrastate intral ATA Jintrastate inter ATA and interstate

calls, and will be s.eparatcd by the originating arca code u:irci.]uired by the
RFP.

J11.5 Average holding time per call and supporting documentation;

Sprint has read, understands and will cor|nply.

{
Spnint will provide monthly reports dctzx;ling the average 1Iio]ding time per call
and supporung documentation for cach l'm(mth_of the contract.

J.11.6 Average answer time and suppar‘a‘ng documcnma!on;

Spant has read, understands and will corrply.

. - - L, . 1
Spaint will provide monthly reports detatling the average answer time per call
as wcll as any supporting documentation! for cach month of the contract.

J.1.7 Number of calls originated by TTs;
Sprint has read; understands and will comply.

Sprnt will include in the Relay Missoun monthly reportithe aumber of calls .
onginated by T"I'Ys on a monthly basis, |
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J.11.8 A log of customer complaims to include, at a minimum, the date the
complaine was filed, the nature of the complaint, the date of msaluaon, and
an explanation of the resolution;

Sprint has read, understands and will comply.

Sprint is fully comphant with all FCC guidelines. Spant’s ratio of customer
complaints-to-calls stands at {(10(X)08%, which is an outstanding teseament'to -
Sprnt’s quality.

All supervisors, customer service representatives, account managers, and
othee personnel who accept complaints or commendations track complaint
information via a Customer Contact database. This database inchudes all
FCC mandated information: date complaint was filed, nature of the
complaint, cxplanation of resolution, and date of resolunion.  All information
will be stored and utilized to assist states in obtaining their re-certification
from the FCC.

Spont’s intermnal process for resolving complaints is much more stringent
than that mandared by the FCC:

99%% of all service, technical, and miscellan¢cous complaints are
resolved within fifteen days after the last day of the month in which the
complaint was issued.

Approximately 90% of complaints that arc filed; are resolved while the caller
supervisors and account management.

Sprint Operatons Supervisors or Operations Adminsstrators are available 24
hours a day, 7 days 2 week and are trained to provide on-bine assistance to
customers with concems, questions or complamts, which cnable supervisors
to provide immediate coachwing, traning, or feedback to CAs.

Relay Missoun customers also have the option of calling the Sprint Relay 24-
hour Customner Scrvice department, located in the Relay Missoud Center, or
the Missoun Account Manager to file complaints or commendanons. Spnnt
has the capability to transfer the caller on-line to the Customer Service
department. A Customer Service representative will always answer the calls
bve.

‘The Relay Missouri Account Manager is responsible for tracking all
commendations and complaints for the month and will send copies of
Customer Contacts to the state by the invoice due date of the fo!lo\wng
month.
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J11.9 Number of DA calls.
Sprint has read, understands and will comply.

Sprint will continue to provide reports to the state of Missoun detailing the
number of DA calls placed though R(.lzy Missouri.

3.11.10 The contractor shall provide to tbe MoPSC and 16 ro the Office of the
Public Counsel an annual report o!opemuam, traiffic parrems and
#ccounting data about the TRS.

Spnnt has read, understands and will comply.
Spnnt will continue to provide to the MoPSC and to the Office of the Public

Counscl an annual repont of opc.rauom traffic patterns and accounting data
regarding TRY.

312 Captioned Telephone Service Requirements:

The State of Missoun is the first in the nation to’ n.'qmrle CapTel™ relay
scrvice in 2 TRS REP. Spont applauds Iih:s proactive approach and stands

ready to support the Statc in the incorporation of this service as 2 permanent
TRS fearure in Missouri.

"the Cap'l'el™ eclay service trals prov id?d by Sprint arc currently serving 800
people and gencrating over 70,000 minutes a month. ﬁpnnt has worked
closely with Ultratec and the FCC m thel trialing of an appmval process for
CapTef™. The IFCC has currently approved the reimbirsement of all
Interstate and 51% of all Toll Iree Cap Tel™ minutes from the NECA fund
at the current rate of $1.52.

Sprint is pleased to offer the Caplel™ n!elay service that will meet all current
"I'RS applicable requirements in the vcarEZOO‘i The scrv}IicL will be available
24 hours a day 7 days a week and mect all ASA and block‘age requirements.
Cap’ L'el™ relay service is the future of eommunication flor‘ the hard of heanng
n our country and the people of \t[x-:sou:n will be proud tl'lmt their
commission has positioned Relay Missouri to provide th:s enhanced feature.
Sprint offers the Cap'T'el™ phones, Cutreach and seevice for the low price’
oftered in IZxhibit A, Spont will prov:dcl 600 Caplel ™ phonea a yuar to
distnbute at a rate of 5 a month.

Please review Jixhibit 1D P:oposcd Method of Perfommnclc for a detaled
description of the Cap't eI™ relay semce! ! offered to the State in this proposal.

|
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3121 The conmactor shall provide Captioned Telephone (CapTel) service

that shall meet or exceed the following criteria and shall comply with
subsequent, more stringent, FCC mandated requirements:

Sprint has read, understands and will comply.

Initially, Cap'lel™ relay service will meet the criteria established in this RFP.
Sprint will further exceed these expectations by providing CapTcl™ relay
scrvice that is fully‘ compliant with all current FCC TRS applicable
requirernents in the year 2603. Sprint will comply with any Suchqucnt

changes, additions ot morc stringent FCC sequitements for CapT'el™ relay
Service. : :

a. The service shall operate Monday through Friday, from 7:00 a.m.
through 9:59 p.m.; Saturday, from 8:00 a.m. through 9:59 p.m.; and Sunday,
from 1:00 p.m. through 9:59 p.m. All tines refer to Central Time.

Sprint has read, understands and will comply.

[nitially, CapTel™ relay service will meet the criteria established in this RFP.
Sprint will exceed this expectation by providing CapTel™ relay scrvice 24
hours a day 7 days a week in the year 2003.

b. The state shall be responsible for identifying participants with
assistance from the contractror.

Sprint has read, understands and will comply.

The Sprint Account Management team has successfully marketed and
implemented this product with the Sprint-provided CapTel™ trials across the
nation. Matt Gwynn, the Missoun Account Manager has successfully
implemented the Capl'el™ trial in Missouri with direction from the state.

Included in the Sprint price-per-minute offer to Missour is Account
Management support to work with the state in managing the selection of the
participants. .

3 122 Emergency calls through the number “9117 shall not be provided
through CapTel Service, The CapTel units are programmed to dial 911
dm.'c:fy

Sprint has read, understands and will comply.
The CapTel"™ trial in Missouri does not pruvide 911 access for emergency
call processing, but are programmed to dial 911 directly. Sprint will exceed

this expectauon in 2003 by meeting the applicable TRS FCC requirement
allowing for the processing of 911 calls ¢hrough the CapTel™ relay service.

@® This document is printed on recycled paper.

Section 3 -42

355




& sprint

Owe Sprint. Mary Solcions.”

3.12.3 All CapTel operators shall be br‘iefcd by the cadtractor on procedures
for maintaining the confidentiality afcnﬂs The CinfJ service shall meet
the confidentiality requirements for TRS. :

Sprint has read, understands and will comply.

Al CapTel™ CAs are trained and required to follow c«rmﬁdcmiality
requirements as established by the FCCITRS requirements.

3.13 Invoicing and Payment Requirements;

3.13.1 The contractor shall submjt momhly invoices w0 the Misgsouri Public
Service Commission; ATTN: Dual Psﬂ‘y Relay Scndcc Fund: P.O. Box 360;
" Jefferson City, Missouri 65102. All suchlinvoices shall bc Is:.rimmm.-d’ ina
formay agreed upon between the MoPSC and the contrictor.

Sprnt has rcad, undctstands and will comply.

3132 The contractor shall be paid on a momhly bnmr for the rotal
accumulated minutes of traflic permonfh in accordandce with the firm, fixed
price per minute state on the Price Page. :

Sprnt has rcad undersrands and will comply. F
J.13.3 The contactor shall agree and undemmd the TRS toll calls will be
billed by either the user’s local exchsnge carrier (LEC), rhe <conractos, or the
user’s preferred Interchange Carrier (HC) if'such IXC b:llmg preference is
accepted by the contractor md:denuﬁed on the user’s }rﬁﬁle

Spnint has read, understands and will comply

3.13.4 The contractor shall pass Caller fD information ﬁom the originatng
call, if available and not blocked, 1o the cnfltd party, s0 rfmr i the called party
subscribes to Caller ID service from the local exchange carucr, the called
party may sce the number or name and numbcr, as appropriate to the
subscribed service, of the calling pasty. I

Sprint has read, understands and will c.omply.

Spnnt offers Caller ID and thus feature i supported on all local calls. Sprnt
forwards the calling party's AN1 (:\utortlnuc Number ID)‘to the termmatng
LEC. As with standard tclccornmumcanons the tcnnm‘atmg LEEC may or
may not choose to use this ANI information as Caller ID §nformation and
pass this on to the tesmunating number,

When passed through, the Relay Mlsa0un eall recipient is able to see the
caller’s phone number on ther caller ID chsplay the callcr 1D opton feature
must first be purchased through their LEC) When not pa.sacd through, as
- with standard telecommunications, the call recipient feceives a message such

as "OUT OF AREA" or "CALLER UNI(NOWN"

4
@ This document is printed on recycled paper|

PR

Section 3-43

‘w



=2 Sprint.

Ot Sprint. Mawy Sofmsions.” n

314 FCC Reguirements:

-3.14.1 All current mandated standurds and regulations and any future
standards mandated by the FCC relading to TRS codified by the FCC,
whethcr or not said standards are specifically mentioned, named, or referred
to inr this RFP shall be incorporated by reference. The state may negounate
with the contractor for in the event of FCC mandated changes that would
necessitate a change in the price or services required for the provision of
Relay as puid our of the state Relay Fund.

Sprint has read, understands and will comply.

Sprnt “IRS 15 fully compliant with all FCC requirements and will comply with
ail future FCC mandates. Please review "L'able 3-5 for the FCC Mandatory
Minimum Standards Matrix that demonstrates Sprint’s compliance to each

. FCC requirement.  All of the current operational, technical and functional
features and standards implermnented by Sprint meet ot exceed standards
mandated by the FCC.

Tabte 3-5. FCC Mandatory Minimum Standards Matrix

FCC Order

LT S - T
Ret 80571, | fgf-_BEQ.UJREMENT-_- w70 SRAINT COMMITMENT, .-
364.804 Communications

Al CAs are testod and evalualed |o ensure

Al Assistam {CA) relay skills meet the following FCC
Competency Skills Guidelines:
Typing Speed - 60 WPM Typing Spead of 60 WPM prior to taking
wilh tachnological aids live calls
Oral-to-type tasts Cral-to-type tesis
Spelling and grammar High schoo! graduale equivalency

Familiarity with hearing & CA training provides familiarity with
speech disabled cultures, hearing, deat, and speech disabled
ASL Transiation ¢ultures and ASL translation.

VRS ‘guatified imerpreters | VRS intarpraters are quatified, certified
interpreters.
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Confidentiality &
Convursation Context

CAs ara prohibited from
disclosing the content of any
telayed conversation
regargless of contant

Certain exceptions are
provided for Speech-to-
Speech calls.

CAs are prohibited from
intentionally aitering a
retayed conversation and
must relay all convarsation

'CAs are trained and evaluated lo ensure al
aspects of confi dem»ahty are maintained
lanci convarsational contaxt is ptoparty
provided. !

|
Spﬁm CAs are prohibited from disclosing
‘any call content. | |

; -
STS CAs are permitted 1o retain mto om a
mll in order to facilitate the completion of
consecutlva subsequent calls.

CAs relay calls varbatim and do not alter
relayed conversation.

|

varbalim unless specifically
requested lo do ctherwise i
564.604 Typeas of Calla CAs process afl calls and never prohibit
AJ : ' senuan\la\ calls of fimit tength of calls,
CAs ara prohibited from Spnnt TRSis capabée of handling ali call
refusing single of sequential | fypes normally provided by common
calls or limiting the langth of (iﬁmers
calls utiiizing relay services.
TRS shall be capable of
handiing any lypa of call
normally pravided by
| common carrierss, | i
564.604 Handling of Enwrgency Sprint sutomaticaly and immediatety
Ad Calls éonnacts the caller 1o the nearest PSAP.

Providers must use a
system for incoming
aemergency calls that, ata
minimum, avtomatically and
immediately transters the
caller to the nearest PSAP.

A CA must pass along the
caller's numbaer to the PSAP
when a caller disconnects
belore being connected to
emargoncy services.

i
(

CAs pass along the 6aller s number 1o the
PSAF' when the callelr disconnecls prior to
be connecied to the amergency service.
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FCE Order

Ref’g0°571; | ‘ i TTaA
5 64.604 in-call Replacemant of CAs stay on all TRS and VRS calls fora
AS CAs minimum of 10 minutes.
CAs answering and placing | 57S CAs stay on el STS TRS calis for a
a TTY-based TRS or VRS minimum of 15 minutes.
call must stay with tha call '
for a minimum of 10
minutes.
STS CAs — 15 minutos.
584.604 €A Gender Prefarences Sprint usars are able to request the gender
AB of the CA. Sprint makes every etfort o
TRS providers must make satisty this reguest and o maintain the
best afforts to accommodate | 58Me gender during transters.
a TRS usar's requasted CA
gender when a call is
initiated and, If a transtar
occurs, at the tima the call iz
fransterrad o another CA,
564,604 STS Called Numbers
A7 _ : :
STS usars must be provided | Sprint oftars STS usars tha aption of
the aption 10 maintain a list maintaining a list gf namas and phone
of names and phona 1 numbers. When the STS user requests a
numbars that the STS usar | name tha STS CA will rapeat the nems and
calls. Whan tha STS user the number lo yser.
reguests one of these :
names, the CA must repeat
it and siate the phone
number to the user,
& 64.604 ASCIl & Baudot
B. .
TRS sha¥ ba capable of .1 Sprint TAS communicates with ASCH and
communicating with ASCIl & | Baudot formats In all spseds that are
Baudot format at any speed | generally in use.
generally in use.
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TAS shall include adequate
stafting in ensure 85% of all
calls answered within 10
seconds by any method
which resulls in the caller's
call immediately being
placed. not put in a queue or
on holg,

Abandoned calls shall be
included in the spaed-of-
answer calculation.

Speed of Answer is lobe
measured on a daily basis.

Tha system shall be
designed to a P.01 standard.

Sprint ensures that 85% of all calls are

answered within 10 seoonds and that

lealiers catis are |mmad|atsly placed.

thg'nm doas not pyt oalls in a quaue or on
d.

i
| |
Abandoned cails ar@ included in the spead-
lol —~ANSWET ca!cu!n&-.?n

Spead of Answer|is measurad on a daily
Pasis with a P.0t Standard '

i
Sprint's system is designed lo a £.01
standarcl or greal‘

0 64.604
B.3

Equal Access to IXCa

TRS usars shall have
access to their chosen IXC
carrier through the TRS and
to all other operator
services, 1o the same exjent

“that such access is provided

10 voica users.

} ]
i
Sprint provides users with access to their
IXC carrier through lhe Sprint Carrier of
Choice program allowlng for the same
access thatis pmwded to voice users.

| |

§ 64.604
B.4

TRS Facilities

TRS shall operala everyday,
24 hours & day.

TRS shall have redundancy
features functionally
equivatent 1o the equipmant
in normal central officas,
including uninterruptible
power lor amargency use.

Adequate network facilities
shall be used in conjunction
w/TRS,

Sprint TRS is available 24 hours a day,
ievaryday.
Spflﬂl has redundancy fealvres that

provide functionalfequwalency including
ymn!errumubls powef tor emargency use.

Sprmt s nelwork facilitias are sufficient to
insura that the probabllity of a busy
rasponse due to Ioop trunk congestion is

fpnulonally amnmalent to what a voice
¢aller would exparience.

|
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No reguiation sat forth in this
subpart is intended to
discourage or impair the
developmaent of improved
technology that fosters the
availability of telecomm to
peopls with disabilities.

VCO & HCQ technology are
required to be standard
faaturas of TRS.

RS YR
T SPRINT:COM
ko PN

ik > A

Sprint is the nalions lgader in tha
development and offering of tachnological
teatures for TRS.

Sprint provides VCO and HCO technology
as standard features as weil as savoral
variations on thaese technologies.

564 604 Voiceamail & Interactive

B.8 Menus
CAs must alert the TRS user | CAs keep the user informad and nolify of
to the presence of & the presence of racorded messages and
recorded message & interaclive menus. CA positions hava hot
interactive menu thrua hot | key funclionatity that electronically capture

) key on the CA’s terminal. recorded messages and retain them for the
lengih of the call.
. TRS providers shall
elactronically capture | Sorint dees not charge for any additional
| recorded massages & relain | calls nacessary lo complete call involving
' them for the length of the recorded or interactive menus.

call, & may not impose any
charges for additional cafls
that must be made by the
user it order to complete
calls Involving recorded ar
interactive messagea.
TRS will handie pay-per- Sprinl TRS processes pay-per-call call
calls, types. -

564.604 Consumer Complainmt Logs

C.1

States must maintain a log
of compiaints including afl
comptaints about TRS to
include minimum include the
date the complaint was filed,
the natura of tha complaint,
the date of resolution and an
explanation of the resclution.

States & TRS providars shall
submit summaries of logs
indicating the number of
complaints received for the

12 month period ending May_

31 to the Commission by
July 1 of sach year.

Sprint maintains a log of afl complaints,
The log includas alt of the raquired fields
including the date, the natura, tha data of
resolution and the explanation of
resolution,

Sprint provides summaries of the logs
which indicate the number of complaints
received for a 12 month period ranging
from May 31 to July 1.
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States must submit to the
FCC a contact psrson or
office for TRS consumer

Sprint provides lull support, including a
lpnmarv Wnt-of—coqtam 1o contract
'administrators o mast FCC requlraments

TRS users shall pay rates
no greater than the rates
paid for functionally
equivailent voice
communication services with
respect to such tactors as

the duration of the call, the .

time ¢f day, and the distance
from the point of origination
to the peint of termination,

irrlgrmation and complaints ‘
about intrastate TRS. !

5 64.604 Public Access to Info :

ca '
Carriers, through publication Sprint follows all £CC requirements for
in their directories, periodic public access 1o m!unnation and publishes
billing inserts, placement of | in directories, brochuras and billing ingents,
TRS instructions, including instructions for TRS including 711 access
711 accass, in phone in phone d:rec!onas | DA services and the
directorigs, DA sarvices, & fnoorporatron of TTY numbers in phane
intorporaticn of V1Y cmamorias 10 assute that callers are aware
numbsars in phane of all forms of TRS. |
directorigs, shall assure that | !
caflers are aware of all forms ! ‘ I
ol TRS.

564.604 Rates ! ’

C4

Sprint TRS users pay rnles no greater than
the rates paid for 1uncmnalry equivalent
voice oommunlcahon SBrvicas.
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5€4.604
Cs .

Jurisdictional Separation
of Costs

(i) General, where
appropriate, costs of
providing TRS shall be
soparated in accordance
with the jurisdictionat
saparation procedures and
standards set for in tha
Commission’s reguiations

(i) Cost recovery, Costs
caused by interstate TRS
shall be recovered from all
subseribors for avery
interstate sarvice, utilizing a
sharad-funding cost
recovery mechanism

{iih) Telecomemunications
Relay Services Fund — To
be administared by the

1 National Exchange Carrier

Association, Ing. (NECA)

FEC O1deT | oc BRowRement | spamT o
Ret. 90°571 l FCC.REQUIRE ME;N_TM_A_ I

SPRINT COMMITMENT g

Sprint fallows FCC requirements in the
jurigdictional separation of costs.

Interstate TRS is recoverad from ail

| subscribers for every interstate service

utilizing the sharad-lunding cost recovery
mechanism.

Sprint works with NECA {or reimbursement

of interstate minules.

564.604
C6

Complaints
(i) Referral of complaint,

i'ii} Intrastate complaint
rasolution,

{iii) Jurisdiction of
Commission,

{iv) Inierstate complaint
rasolution,

(v} Complaint Proceduras

The Sprint TRS Customer Contact process’

is fully compliam with all FCC
Requirements.
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Treatmemof TRS
Customer Info

All fulure contacts batween
the TRS adminisirator and
the TRS vandor shall
provide for the iransier of
TRS customer profile data
from the outgoing TRS
vendor to the incoming TAS
vendor. Such data must be
disclosed in usable form at
least 60 days prior to the
providar's las! day of
sarvice, and shall nol be
sold, distributed, shared or
ravaaled in any other way by
the ralay provider or its
employees, unless
compelled to do $o by lawful
order,

Sprint transfers TRS customar profilo data
to mcomlng TRS vandoa‘s ‘The datais
provided in usabie form at least 60 days
‘prior 10 tha last day oi sorvica and is not
sold, distributed, shared or rovaaled in any
other way by Sprml or Sprint employeas.

i
!

5 64.805 State Certification

Per FCC's Public Naotice on
:TRS State Re-certification
releasad 5/1/02, the FCC
requests an application be
submitted threugh State's
Cffice of the Govamor or
other delegated execulive
oftice empowered to prowde
TRS.

Sprint providas each state a ra-canification
packet and assnsts in the re-certitication
process. !

|

Sprint has worked closely with the °CC ‘concemning basic"sc.rvicc.s and
upgrades to existing L'RS. Sprint n_gularlv provides con'un'mts and proposed
changes and additions to the FCC requitements. Sprint ihas long been at the
forefront of developing and offering features and procedures thae were later
adopted by the FCC and are now mandatory requirumcm': for TRS.

Sprint will stand ready to work with the state in the event 'of FCC mandated
changes that would necessitate a change in the price or sefvices required for
the provision of relay as paid out of the state Relay fund. |As soon as
possible but ne later than 30 days after receiving notice of changes to the
FCC rcqum.mcnts for the provision of F RS, Speint willlsubmit 1o MoPSC a

detatled wrtten estimate of the scope of |wurk
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